Background: Community pharmacists have an important role in ensuring safe and effective use of medicines. However, poor job satisfaction and high stress levels may negatively affect job performance. Aim: This study evaluated job satisfaction and job stress levels, and associated factors, among community pharmacists in Klang Valley, Malaysia. Methods: A cross-sectional survey was conducted to assess job satisfaction and stress among community pharmacists. A sample of 286 respondents was selected using stratified-random clustered sampling. Levels of and factors affecting job satisfaction and stress, as reported by community pharmacists, were analysed. Results: There was a moderate level of job satisfaction among pharmacists (mean (AESD) score 3.39 AE 0.42; range 1-5). Job characteristics that provided the highest satisfaction were work environment and interpersonal relationships with coworkers. Stress levels among pharmacists were below the scale mid-point (mean (AESD) score 1.86 AE 0.44; range 1-4). Responsibility for patient care was perceived to contribute most to job stress. Ethnicity (p = 0.026) and average number of prescriptions filled daily (p = 0.016) significantly affected job satisfaction, whereas job stress was significantly affected by age (p < 0.001), years of experience (p = 0.003) and number of working hours/week (p = 0.003). Conclusions: This study demonstrates the effects of various demographic and job-related variables on community pharmacists' job satisfaction and stress. Further research is required to gain a better understanding of factors affecting job satisfaction and stress among pharmacists across Malaysia, and their effects on professional practice and patient care.
INTRODUCTION
The contribution of pharmacists to health care is important, especially in developing countries such as Malaysia, where health demands are greater but healthcare provision through the public sector remains limited. The public often seek healthcare services at community pharmacies due to their affordability as well as accessibility. 1, 2 Community pharmacists have an important role in promoting safe and appropriate drug utilisation, providing advice about common symptoms and management of long-term conditions, and are involved in health promotion. 3 Adequate job satisfaction and manageable stress levels are important to ensure motivation and good job performance among community pharmacists. 4 Job satisfaction is defined as a satisfying emotional state resulting from the positive evaluation of a person's work position. 5 Job satisfaction reflects a person's emotional well-being and affects the behaviour of a person, which could, in turn, affect the functioning of an organisation. 6 For pharmacists, job satisfaction has been found to reduce dispensing errors, reduce intention to leave the profession, improve organisational commitment and improve patient outcomes. 4, [7] [8] [9] [10] Conversely, job stress is defined as the result of a psychological and physical state in which the employee's resources are unable to cope with the demands and pressures of the situation. 11 In a previous study among community pharmacists, approximately one-fifth of respondents felt that job stress adversely affected their physical and mental health, as well as the quality of work and their relationships with family and friends. 9 Job stress was also found to be negatively correlated with job satisfaction among pharmacists, 12 which may reduce the positive effects of job satisfaction mentioned above. Based on Herzberg's theory, job satisfaction is affected by 'motivator' factors, such as achievement and professional responsibility of a position, which will motivate people and promote job satisfaction. 13 Conversely, extrinsic factors, also known as 'hygiene factors', are those factors that are extrinsic to the job itself that when not fulfilled will lead to job dissatisfaction. Examples of extrinsic factors include salary, supervision, administrative policies and the working environment. 13 Previous studies have indicated that pharmacists working in the community sector are generally less satisfied and more stressed with their jobs than pharmacists in the hospital or primary care sectors. 8, [14] [15] [16] It has been suggested that this could be due to community pharmacists perceiving that they are using their professional skills to a lesser extent and are less involved in direct patient care. 15, 16 Other situations that contributed to stress among community pharmacists included interruptions, a demanding public, continuing professional development and staff problems. 17 However, there have been limited studies published regarding job satisfaction and job stress among community pharmacists in Malaysia. Recent studies have mostly focused on pharmacists in the public sector only. 10, 18 A study conducted in 2004 found that most pharmacists in Malaysia appeared to have moderate job satisfaction that was affected by income, age and job position. 12 However, many pharmacy-related issues have arisen since then that may affect current job satisfaction and job stress. For example, with the shortage of positions within the public sector, there has been an increasing number of pharmacy graduates working in the community setting. 19 Moreover, a lack of government regulations to control the distribution of pharmacies and the pricing of pharmaceutical products has led to high market competition, particularly in urban areas. 20 In addition, Malaysia is a dispensing market and the separation between dispensing and prescribing, although practiced in the hospital setting, is yet to be implemented in the community setting. 19 These issues could potentially affect pharmacists' roles in delivering health care, as well as their views and experience, and hence may affect their job satisfaction and stress levels. In the context of these changes, it is imperative to determine current levels of, as well as factors affecting, community pharmacists' job satisfaction and stress. Thus, the aim of the present study was to evaluate current levels of job satisfaction and job stress among community pharmacists practicing in the urban areas of Klang Valley, Malaysia. In addition, this study aimed to determine factors that would affect job satisfaction and job stress among community pharmacists.
METHODS

Research Design
A cross-sectional, descriptive study using a self-administered questionnaire was conducted among community pharmacists in Klang Valley, Malaysia. The Klang Valley covers the capital city of Kuala Lumpur and its surrounding areas, and is one of the most developed regions in Malaysia, with an estimated population of 7.2 million. 21 Data were collected from August to October
2015.
The questionnaire contained 83 questions and was divided into four sections. The first section collected information regarding the demographic details of the respondents, whereas the second section concerned respondents' work activities.
The remaining sections evaluated levels of job satisfaction and job stress of respondents based on their agreement to various statements using a Likert scale. The third section investigated job satisfaction and consisted of 32 statements that covered 13 intrinsic and extrinsic factors related to job satisfaction. This part of the questionnaire was developed by adapting validated questionnaires from previously published studies. 9, 12 Responses to each statement were scored from 1 (strongly disagree) to 5 (strongly agree), with reverse scoring for negative statements.
The fourth section evaluated job-related stress among respondents, whereby respondents were given statements reflecting different job situations and asked to rate how often they found each situation to be stressful. This section was adapted from the Health Professions Stress Inventory, 22 and consisted of 36 statements categorised into four stress factors. Responses to each of the statements were scored from 0 (never) to 4 (very often). In addition, an open-ended question was constructed to allow respondents to express their opinion on challenges to the pharmacy profession in Malaysia that may contribute to job stress.
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pilot tested with 22 community pharmacists. The internal consistency of the survey sections on job satisfaction and job stress was assessed by Cronbach's alpha, which was found to be 0.89 and 0.86 respectively. Respondents' feedback from the pilot study was used to make minor adjustments to the questionnaire.
Research Population and Data Collection
The study targeted a population of community pharmacists in Klang Valley who are registered with the Pharmacy Board of Malaysia. Community pharmacists were identified via a list of holders of a Type A license (required for all community pharmacists) obtained from the Pharmaceutical Services Division of the Ministry of Health Malaysia. 23 Provisionally registered pharmacists who were undergoing training and those who did not complete more than 60% of the survey form were excluded from the study. Samples were collected via a stratified-random clustered sampling. The samples were first stratified according to the nine districts in Klang Valley. A percentage of target respondents was then proportionately selected for each of the districts according to the frequency distribution of pharmacists. Respondents were then selected using random clustered sampling. All postcodes of community pharmacies in a given district were identified and a random number was then generated for each postcode. Community pharmacists who worked in the postcodes from the first half of the ascending order of generated random numbers were selected. More postcodes were included if the number of community pharmacies selected did not fulfil the minimum response required for each district.
Of a population of 965 community pharmacists in Klang Valley, a sample size of 276 pharmacists was calculated to meet a statistically defined margin of 5% error and 50% response distribution. 24 The researcher delivered the questionnaires to the community pharmacists at their workplace, where they were either filled in on the spot or collected on an agreed later date. Participation in the survey was voluntary.
Statistical Analysis
Statistical analyses were performed using SPSS 22.0 (IBM Corp., Armonk, NY, USA). Because parametric assumptions were not met, non-parametric tests were used. The significance of differences between two groups was determined using the Mann-Whitney U-test, whereas the Kruskal-Wallis test was used to determine the significance of differences between more than two groups, followed by a pairwise Mann-Whitney test with
Bonferroni adjustments for post hoc analysis. Correlations between job satisfaction characteristics and stress factors were examined using Spearman's correlation. Two-sided p < 0.05 was considered significant. Written responses to the open-ended survey question were analysed thematically using content analysis. All responses were categorised into identified themes and described accordingly.
RESULTS
In all, 286 respondents participated in this study. The demographic characteristics of the respondents are given in Table 1 . Most respondents were female (n = 165; 57.7%), aged between 25 and 34 years (n = 164; 57.3%) and reported a Bachelor's degree as their highest academic qualification (n = 228; 79.7%). In addition, most respondents had >5 years community pharmacy practice experience (n = 161; 56.3%) and filled ≤10 prescriptions per day (n = 209; 73.1%).
Professional Activities of Community Pharmacists
The activity that occupied the largest part of pharmacists' work time was responding to symptoms (39.1%), followed by inventory management (17.5%), prescription dispensing (15.5%), administrative duties (15.3%), staff training (8.8%), other professional activities (e.g. health screening and medication review; 4.7%) and extemporaneous service (1.0%).
Job Satisfaction Among Community Pharmacists
The items for job satisfaction were scored by respondents on a Likert scale from 1 to 5. The overall mean job satisfaction score of respondents was 3.39 AE 0.42. Table 2 shows the rank order of mean scores for different factors contributing to job satisfaction. The job characteristics that provided the highest level of satisfaction among pharmacists were the work environment (3.89 AE 0.77) and interpersonal relationships with coworkers (3.87 AE 0.70). Professional responsibility (3.00 AE 0.64) and perceived societal status (2.37 AE 1.07) were job characteristics that respondents were least satisfied with. Table 3 shows the association between pharmacists' job satisfaction and demographic and job-related characteristics. Ethnicity was found to be significantly related to job satisfaction (v 2 (2) = 7.312, p = 0.026). Post hoc Bonferroni analyses showed that job satisfaction was significantly lower for Chinese respondents than Malay respondents (U = 1536.50, p = 0.014).
The average number of prescriptions filled per day was another factor that was significantly related to job satisfaction (v 2 (2) = 8.284, p = 0.016). Pharmacists who dispensed ≤10 prescriptions per day were significantly less satisfied than pharmacists who dispensed >20 prescriptions per day (U = 2298.50, p = 0.004).
Job Stress Among Community Pharmacists
Factors contributing to stress were scored on a Likert scale from 0 to 4. The overall mean stress level score was 1.86 AE 0.44. The rank order and mean scores of factors contributing to stress levels are given in Table 2 . Jobrelated situations that were perceived to contribute the most to stress among pharmacists were responsibility for patient care (2.35 AE 0.54), followed by job conflict (1.86 AE 0.55). Table 3 shows pharmacists' stress level scores according to demographic characteristics. Age was significantly related to pharmacists' stress levels (v 2 (4) = 23.197, p < 0.001). Post hoc analyses indicated that there were significant differences in stress levels between the 25-34 and ≥55 year age groups (U = 356.50, p < 0.001), as well as between the 35-44 and ≥55 year age groups (U = 162.00, p < 0.001).
There were also significant differences in stress levels depending on pharmacists' years of experience in community pharmacy practice (v 2 (4) = 16.101, p = 0.003).
Post hoc analyses indicated significant differences in stress levels between respondents with >20 years experience and those with ≤5 years (U = 614.00, p = 0.001), 6-10 years (U = 231.00, p < 0.001) and 11-15 years (U = 308.50, p = 0.004) experience. The number of working hours per week was also a significant factor affecting pharmacists' stress levels (v 2 (3) = 13.779, p = 0.003). Post hoc analyses indicated a significant difference in stress levels between respondents working ≤40 and 51-60 h/week (U = 527.50, p = 0.006), as well as between those working ≤40 and >60 h/week (U = 464.00, p = 0.002).
Relationship Between Job Satisfaction and Stress Levels
There was a significant negative correlation between overall job satisfaction score and stress score (r = À0.576, p < 0.001). The overall job satisfaction score was found to have a significant negative correlation with all stress indices (p < 0.05), except for responsibility for patient care. Similarly, the overall stress score was found to be negatively correlated with all job satisfaction characteristics (p < 0.05).
Challenges Perceived to Contribute To Job Stress
In all, 105 (36.7%) respondents provided comments in the open-ended question regarding the challenges of the community pharmacy profession. Examples of responses categorised according to themes are given in Table 4 .
DISCUSSION
This study provides some insights into levels of job satisfaction and job stress, as well as the factors that contribute positively to job satisfaction and negatively to job stress and issues contributing to job stress, among community pharmacists in an urban area in Malaysia.
Job Satisfaction Among Community Pharmacists
The mean job satisfaction score among community pharmacists in the present study was above the midpoint of the scale, suggesting that most pharmacists appeared to have at least a moderate level of job satisfaction. This is comparable to the findings of a previous study in Malaysia of pharmacists working in the public sector. 10 In addition, studies conducted among community pharmacists in other countries, such as Portugal, the UK and US, have found that the level of job satisfaction of community pharmacists is above the scale midpoint. 8, 9, 25 Work environment was the job characteristic that contributed most to pharmacists' job satisfaction in the present study. This is in agreement with a previous study in Portugal, in which community pharmacists a Overall median scores of job satisfaction and job stress on a scale of 1-5, with lower scores indicating lower job satisfaction and lower job stress. b Mean rank of scores for job satisfaction and job stress, with lower ranks indicating lower job satisfaction and lower job stress.
c Differences between two independent groups and >2 independent groups were assessed by Mann-Whitney and Kruskal-Wallis tests respectively. *Significant at p < 0.05.
also reported high levels of satisfaction with their physical work conditions, 25 which may include the availability of facilities, adequate work space and ventilation. However, in the UK, community pharmacists ranked their physical working conditions as sixth out of 11 job satisfaction indices. 8 In Northern Ireland, the presence of an open-plan dispensary in community pharmacies allows the pharmacist's work to be observed by the public, and this may have contributed to job pressures. 17 Nevertheless, similar to findings from other studies, 8 interpersonal relationships with coworkers ranked as one of the job characteristics from which pharmacists derived the highest satisfaction in the present study. The job characteristics that respondents were least satisfied with were their societal status and professional responsibility. Findings from the survey and open-ended comments indicate a perceived lack of awareness by the public of the professional roles of community pharmacists, leading them to be under-recognised by society. In terms of professional responsibility, respondents mostly agreed that they often needed to perform activities unrelated to their professional role. Previous research has consistently found that community pharmacists who felt that their professional skills were underutilised and who participated less in patient care services were more likely to report lower job satisfaction. 8, 15 Related to this, some pharmacists perceived that the absence of separation of dispensing and prescribing duties between private clinics and community pharmacies precluded them from applying the professional skills provided by their training. This issue has been mentioned previously in other pharmacy studies in Malaysia. 26 Also consistent with a previous study, 15 the significant relationship found in the present study between the number of prescriptions filled per day and job satisfaction supports the importance of patient contact as a source of job satisfaction. 
Stress Levels Among Community Pharmacists
Not surprisingly, the present study found a significant negative relationship between job satisfaction and job stress, indicating that both are interrelated, with the latter having a direct negative effect on job satisfaction. This finding corresponds with those of previous studies. 9, 12, 15 A lack of satisfaction can be a source of stress itself, whereas high satisfaction can reduce the effects of stress. 27 Numerous issues were identified by respondents as contributors to job stress. The main source of job stress, as identified by respondents, was the responsibility for patient care. The results of the present study suggest that, although community pharmacists appeared keen to provide patient care, they often felt stressed in meeting high societal expectations and demands. This finding is similar to that of a previous study among community pharmacists in Northern Ireland.
14 As reflected in the open-ended comments, respondents in the present study also perceived, and were frustrated, that customers appeared to value the cost of products over the quality of care provided. This priority of cost by the customer, as well as the lack of standardised pricing of drugs, was perceived to have led to unhealthy price competition among pharmacy owners. In the present study, age and years of experience in practicing community pharmacy had a positive effect on stress levels. Similarly, a study by Manan et al. 18 among
Malaysian pharmacists working in the public sector also found significant differences in job satisfaction with age and length of service. In the present study, pharmacists aged between 25 and 44 years and having <15 years experience tended to have higher stress than pharmacists who were aged ≥55 years with >20 years work experience. This is consistent with previous studies among community pharmacists that showed that older and more experienced pharmacists were the most satisfied and had lower job stress. 9, 15 It has been suggested that younger pharmacists may lack experience and thus may feel more stressed about being inadequately prepared to provide patient care. 15 There was also a significant difference in stress levels according to the number of hours worked per week. The stress levels of community pharmacists increased when their working hours increased from 40 to >50 h/week. A previous study in Amman, Jordan, also reported that working long hours led to job stress among pharmacists because their social lives decreased. 15 
Study Limitations
The present study analysed information only from community pharmacists working in Klang Valley, hence the results may not be generalisable to pharmacists across Malaysia. For example, because the Klang Valley is an urban area, the data may not represent job satisfaction or job stress among pharmacists working in rural areas in Malaysia. Further studies should be performed across the nation to enhance the generalisability of the research findings. The cross-sectional design of the present study was only able to assess the job satisfaction and stress levels of community pharmacists at the current time. Nevertheless, the sampling method used ensured that the study respondents adequately represented the population of community pharmacists in an urban area in Malaysia.
CONCLUSION
The present study demonstrated the effects of various demographic and job-related variables on community pharmacists' job satisfaction and job stress. Challenges that were identified by community pharmacists as triggers of job stress would need to be addressed in the profession's shift towards patient-centred care. Future studies should be extended to community pharmacists across Malaysia to gain a greater understanding of the factors that may affect job satisfaction and job stress among community pharmacists in the country, and their effects on professional practice and patient care.
